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o NU2 Empower the community by increasing communications and
coordination with local, state, and federal entities

o NU3 Promote responsible stewardship of natural resources and
unique community environments

o NU4 Use Consistent, fair and effective means to achieve code
compliance

o NUS5 Enact programs to beautify and improve urban and residential
areas,
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EXECUTIVE SUMMARY

DEPARTMENT DESCRIPTION|

The Consumer Services Department (CSD) is the County's consumer protection arm. CSD
licenses and reguiates specific industries, enforces consumer protection and trade practice
standards of general applicability, conducts consumer, youth, family, and business
education, and mediates consumer disputes against private businesses. In addition to the
Director's Office, the CSD accomplishes these responsibilities through the Consumer
Protection Division, Passenger Transportation Regulatory Division, and the Cooperative
Extension Service Division.

TABLE OF ORGANIZATION
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SUMMARY OF MAJOR PROGRAMS, INITIATIVES OR MILESTONES TO BE
ACHIEVED IN THE CURRENT AND NEXT FISCAL YEAR

The following projects and initiatives are expected to be accomplished in FY 2005 and FY
2006:
e Implement chauffeur registration by mail

e Propose and submit revisions to various ordinances including those governing
passenger motor carriers, chauffeurs, the taxicab fuel surcharge, moving, motor
vehicle repair, and consumer protection provisions

e Propose and submit revisions to the resolution establishing minimum limousine rates
e Establish and begin meeting with a limousine advisory committee

e Complete the first triennial renewal of ambulance companies

¢ Conduct the Code-mandated taxicab lotteries

e Explore lower cost taxicab financing opportunities for chauffeurs granted medallions
through the taxicab lottery

o Conduct a luxury sedan limousine lottery

e Explore the expansion of for-hire enforcement coverage to 24 hours per day, 7 days
per week

e Work with the Department of Procurement Management to issue an RFP seeking a
firm to conduct a study of taxicab ridership and need

Delirerine Excellence Every Dav



Department Name:

Fiscal Years: 2004/2005 — 2005/2006

Conduct an analysis of the for-hire fee structure and propose amendments where
appropriate

Conduct pilot program expanding existing interlocal agreement with the City of
Miami Beach for for-hire enforcement by including parking enforcement personnel

Obtain required training and commence program of UPC (Universal Price Code)
inspections to monitor accuracy

Work with the Department of Procurement Management to issue an RFP seeking a
firm to replace obsolete databases with new technologies to improve efficiency

Expand and promote the Department's Speakers Bureau by increasing both the
number of available speakers and the number of topics that can be presented

Continue effort to replace paper newsletters with electronic newsletters

Obtain and install a weather monitoring system to assist agricultural producers
during cold weather events

Train Team Metro field personnel on acceptable agricultural practices
Explore grant funding and, if successful, institute a tree trimmer training program

Work with the Enterprise Technology Services Department to expand on-line
services to consumers and customers

Institute a program to measure customer service satisfaction

SIGNIFICANT FACTORS CRITICAL TO THE DEPARTMENT’'S SUCCESSFUL
IMPLEMENTATION OF THE BUSINESS PLAN.

Deliverine Excellence Every Day

Absence of adverse legislation in 2005 that results in the elimination or reduction of
any of CSD's regulatory programs or general consumer protection laws.

Additional regulatory programs that are not self-supporting. -
Regulatory fee schedules that fully support regulatory activities.

Maintaining financial support from DERM and the Solid Waste Department for the
Florida Yards and Neighborhoods Program (FYN) and environmental education.

Working with industry groups in reviewing policies, ordinances, fee schedules and
initiatives.

Maintaining general fund support of general consumer protection activities,
consumer mediation, extension services, cable regulation, and administration.

Support from the Department of Procurement Management in developing RFP
documents and finalizing contracts with vendors for technology projects and a Code-
required taxicab use study.

Availability of sufficient staff resources and staffing levels.

Support from the Enterprise Technology Services Department for technology needs
4



Department Name:
Fiscal Years: 2004/2005 - 2005/2006

and improving CSD's web site.
e A source of funds for a Code required taxicab use study.

e Ongoing support from the University of Florida/Institute of Food and Agricultural
Sciences in support of Extension programs

Deliveree | Excellence Every Dav
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Department Name:
Fiscal Years: 2004/2005 — 2005/2006

INTRODUCTION

Department Purpose/Mission Statement

Recognizing that residents and visitors are all consumers, the Consumer Services
Department's mission is to protect, educate and represent consumers in a chalienging and
ever changing economy. We will accomplish this mission by:

Enforcing consumer laws and licensing requirements that protect the
purchasers of goods and services;

Promoting a stable economic climate for the business community by ensuring
compliance with laws;

Providing outreach and education to consumers and businesses;
Investigating and mediating consumer complaints;
Advocating on behalf of consumers and working with our business

community, consumers and other agencies to develop and implement
creative solutions to consumer problems.

S/ vinsdse o Eoaepnd! A
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Department Name:
Fiscal Years: 2004/2005 — 2005/2006

Department Description

The Consumer Services Department (CSD) is the County's consumer protection arm.
CSD licenses and regulates specific industries, enforces consumer protection and trade
practices standards of general applicability, conducts consumer, youth, family, and
business education, and mediates consumer disputes against private businesses.

Passenger Transportation \Regulatory Division

The Passenger Transportation Regulatory Division licenses and regulates taxicabs,
limousines, passenger motor carriers (including jitneys and tour vans), special
transportation service vehicles, non-emergency transportation services, for-hire chauffeurs,
and ambulance services. For-hire vehicles, as well as private schoo! buses, are inspected
for safety and appearance at our vehicle inspection station that is open six days per week.
The Division maintains an extensive chauffeur training schedule for new and renewing for-
hire chauffeurs.

Consumer Protection Division|

The Consumer Protection Division licenses and regulates motor vehicle repair shops and
mechanics, locksmith businesses and locksmiths, local moving companies, towing
businesses, vehicle immobilization (booting) companies and employees, titie loan lenders,
water remetering companies, telecommunications providers, and cable television
companies. General consumer protection laws enforced include standards governing
weights, measures, packaging and labeling; prohibitions relating to unfair and deceptive
trade practices, price gouging in an emergency, self service tobacco sales, discrimination
in tipping and gender pricing; and consumer protection laws relating to rental car agencies,
dry cleaners, cash register price screen visibility, the availability of baby diaper changing
stations at certain facilities, non-consent towing rates, alcohol waming signs, warning
notices on shopping carts, and check cashing establishments. The Division houses the
Consumer Complaint Mediation Center, and administers a contract with Miami-Dade
College for production of the Cable TAP Community Channel.

Cooperative Extension Division\

The Cooperative Extension Service Division is a partnership between the University of
Florida's Institute of Food and Agricultural Sciences (UF/IFAS), the US Department of
Agriculture, and the County. Extension Agents provide science-based educational
programs in commercial agriculture and horticulture, home gardening and landscape
maintenance, marine sciences, food safety and nutrition, family and consumer sciences,
and operate the 4-H youth development program.

Office of the Director

The Office of the Director provides policy direction and oversight, and houses centralized
services such as personnel and information technology support. The office also houses a
number of shared positions that provide services throughout the department including
collections, public information and legal support. The Consumer Advocate, a Code

Nelverive Fxcellevee Fruerma TN o
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Department Name:
Fiscal Years: 2004/2005 — 2005/2006 |

mandated position, provides consumer advocacy, education and outreach, and intervenes
in legal and administrative proceedings on behalf of consumers in the public interest. An
example of the educational programs conducted are small claims court clinics offered
monthly throughout the County to teach consumers how to utilize the small claims court
system.

’Dc[n»cr;g £ Excellence E‘)v‘cry 'Z)@f 8|
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

Organization and Staffing Levels|
(Dollars in thousands)

Director's Office
. Provides policy formulation, direction and leadership
. Performs central suppon services refating o personnel, procurement
firance, budget, collections, publie information, and IT system support
. Conducis consumer education and advocacy, litigation, and lagisiation

daveiopmeant

FY 03/04 FY D405
12FTE 12 FTE
$1,197 51,189

Passenger Transportation

Regulation
Licenses and reguiates
taxicabs, imousinas, non-
emergency meadical
fransporiation, passenger
motor carriers inciuding jitneys
and tour vans, special
fransportation service carriers,
for-hire chauffeurs, and private
and publc ambulance servicas
Inspects for-hine vehicles,
including private school buses
Conducts mandatory chauffeur
training

FTE 03504 FY 0405
53FTE 52 FTE
54,587 54,588

Cooperative Extension

& parinership betwean the
County and the Uiniversity of
Flarida

Provides educatian in
commercial agricuiture, home
gardening, marine sciences,
food and nufrition, consumer
gnd family science, food
satety, entreprensurship, and
the 4-H vouth program
Performs weather monitoring
service for commercial
agriculiura during cold wealher
evanis, provides posl-disasiar
agricultural damage
assessments

FY. 02/04 FY 04/05

24 FTE 24 FTE
s858 5880
CATV

Contract with Miami-Dade
College for production of
community cable access
programming (Cable TAR)

FTE 03/04 FY 04105
OFTE OFTE
81,220 34096

Consumaer Frotection
Licenses and regulates
locksmith, local moving, motor
vahicle repair, motor vehicle
title loan, water remetaring,
towing and vehicle
immobilization indusfiries
Enforces consumer protection
laws pariaining to misleading
advertising, misrepresentation,
prepackaging of commaodities
labeling, pricing, weighis and
measures, kosher foods, non-
consent towing rates, rental
cars, nendscrimination in
tipping, alcohol beverage
warning, self-service tobacco
sales, price gouging in-an
emergency, availability of baby
diapar changing stations, and
other consumer laws
Cperates the Consumear
Mediation Center, records and
mediates consumer disputes
against private businesses
Regulates cable talevision
companies, monitors cable
company performance
Oversees contract for
production of community cable
telavision access programming

FY D304 FY 04/05
33 FTE 34 FTE
$3,639 53,034

Staffing and Organizational Changes

In FY 04/05, a Passenger Transportation Regulatory Division (PTRD) Enforcement Officer
position was eliminated resulting in 5,500 fewer potential field contacts and associated fine
revenue. This reduction was made as a result of the Seaport Department's discontinuing
funding ($50,000) that supported PTRD for-hire enforcement and starter services at the

Deliverine Excellence Fyerv Naw 9



Department
Fiscal Years:

Port of Miami.

in FY 03/04, the Board of County Commissioners approved reactivation of a towing
licensing and reguiatory program. As a result, two additional positions (enforcement officer
and licensing clerk) were authorized during that fiscal year and carried over as budgeted
positions into FY 04/05.

Due to general fund reductions for general consumer protection activities, two consumer
protection enforcement officer positions were eliminated from the general consumer
protection section of the Consumer Protection Division in FY 04/05 resulting in 6,600 fewer
retail establishment inspections annually. One of the positions was eliminated from the
budget entirely, and the other was redirected to regulated business functions.

The Cooperative Extension Division was approved for supplemental funding in November
2004, to support 40% of an additional Extension Agent ($20,000). The position was one of
two Extension Agents reflected on the Extension Division’s table of organization that were
unfunded in the FY 04/05 budget. This position specializes in water science and
aquaculture. The University of Florida will support 60%, as is customary for these
positions. The second position remains frozen by the University of Florida.

'Dc/;'vcrt}_g_g Excellence Every Day 10
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Department Name:

Fiscal Years: 2004/2005 - 2005/2006

Staffing Levels

FY 03/04 Budget FY 04/05 Budget
Functional Unit {(Prior Year) {(Current Year)
Director's Office/Administration 12 12
Consumer Frotection Division 33 34
Passenger Transportation 53 52
Cooperative Extension Division 24 24
Total 122 122
Fiscal Environment
Revenues and Expenditures by Fund
(Al Dollars in Thousands)
A Total Annual
|: Budgst. =
“Prior Fiscal | Curent -
-ha{ﬂam {Fiscal Ye:
ﬂciuaf gL =
Revenues
E
Gen Fund & Ocoup. Linﬁnse ? 2284 1875 1875
Foes g 5082 532 5232
Finas, AVC's B12 BEE6 8E6
Tr fr Other depts 164 146 146
Intra-departmental Tir 1278 aav aev
Interest 15 17 17
Carryover 1865 1175 1487
Tota_l_,[ 11510 10278 10590
Expensea |
Director's Office 1034 1188 1219
Consumer Protection 2847 3034 30789
Cooperative Extension 895 830 1010
Pass Tran Reg Division 4117 4589 4589
Cable Access & Other 1130 4596 £56
=== Total 100231 10298 10353

Delevering Excellence Every Day
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Department Name:
Fiscal Years: 2004/2005 — 2005/2006

Equity injpooled cashi (for proprietary funds only)\

; | “PrioriFY-03/04: .| Prior FY:03/04 '
\Fund/ : | ‘Beginning Year | Year-end Actual i Current FY 04/05
Subfund S A CActual F T (ESt) T | Year-end Budget
030/032 (PTRD) _ 630 535‘ 536
030/032 {CPD Regulatory) - 214 950 a50
Total 844 1486 1486

MAJOR FUNDING SOURCES MAJOR VARIANCES IN REVENUES AND
EXPENDITURES FROM PRIOR YEARS, AND SIGNIFICANT IN-KIND SERVICES

The Consumer Services Department is funded primarily (71%) from proprietary revenues
derived from fees and fines collected from licensed businesses and individuals. These
revenues are directed to expenditures that support those regulatory programs.

General fund supported programs include the Cooperative Extension Service, general
consumer protection law enforcement, consumer complaint mediation, cable television
regulation, cable television access programming, and central administrative support
services. Intra-departmental transfers support 73% of the Director’s Office/Administration.

CSD receives funds from other departments for specific activities. The Cooperative
Extension Service Division receives funds from DERM ($60,000) for activities related to
environmental education. Extension also receives funds from DERM and the Solid Waste
Department ($43,000) to support the Florida Yards and Neighborhoods Program that
teaches homeowners environmentally sensitive landscaping practices that complement the
missions of those agencies.

Business Environment

The Consumer Services Department (CSD) provides countywide services without regard to
municipality to a wide range of clientele. The CSD educates and provides assistance to
consumers and the business community at large. CSD works closely with the business
community in each of the areas it regulates, related industries including the local hospitality
and tourism sectors, retail establishments generally, individuals and entities involved in
commercial agriculture, horticulture and aquacuiture, municipalities, and other County
departments.

The CSD monitors state and federal legislation that may impact consumer protection laws
or preempt our ability to regulate local businesses. In the 2000 Florida legislature, local

12
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

government collections of cable television and telecommunications fees were shifted to the
State of Florida Department of Revenue with an allocation sent back to the County. In the
2002 session, the legislature adopted a law regulating intrastate movers and limiting local
licensing requirements to businesses based in the County. In the 2003 and 2004 sessions,
bills that would regulate towers at the State level died on the calendar; it is expected to be
reintroduced in the 2005 session. The towing bill as previously introduced preserves local
regulatory authority, however, monitoring is necessary. in the 2004 state session, SB 2448
was passed related to the regulation, identification and packaging of meat, fish and poultry
products severely impacting local consumer protection laws in place since 1968. CSD is
monitoring other potential legislative initiatives that could impact local laws, including any
bills designed to preempt local moving regulations.

A significant factor that has affected the CSD is a shift from performing general consumer
protection activities to performing as a regulatory agency. This shift has occurred over the
past 15 years as new regulatory programs have been adopted. in 1998 and 2000, major
revisions were made to laws governing taxicabs and limousines, respectively. Resources
dedicated to the implementation of these ordinances have been great, resulting in the
creation of a training section, new enforcement officers and licensing personnel in the
Passenger Transportation Regulatory Division. The Consumer Protection Division has also
acquired many business specific regulatory programs, including towing (1988), motor
vehicle repair (1992), moving (1994), locksmith (1995), remetering (1996), and motor
vehicle title loans and vehicle immobilization (booters) (1999). Towing regulation was
preempted temporarily but reinstated in 2003.

A decline in funding to support general fund activities has caused service reductions.
General fund supported programs include the Cooperative Extension Service, general
consumer protection law enforcement, consumer complaint mediation, cable television
regulation, cable television access programming, and central administrative support
services. Since 1996, general fund support for CSD operations, excluding funds to support
community cable television access programming, has decreased by 45% from $2,068,000
to the present allocation of $1,141,000 (excluding support for cable access programming)
resulting in the loss of positions and less ability to protect consumers. Newer general
consumer protection laws that have been enacted have generally not come with funding to
support those programs.

Ec[ﬁ‘cr;';g: Excellence Every Day




B;;;rtment Name:
Fiscal Years: 2004/2005 - 2005/2006

Customer Feedback Plan|

The CSD will solicit customer feedback in FY 04/05 using a variety of measurement tools.
CSD's customers include the general business community, CSD regulated industries, and
consumers. The Feedback Plan will consist of:

e}

o

Surveys — will be provided to businesses, consumers, and industry workgroups to
solicit satisfaction with licensing, mediation, and other services.

Business Inspection Program — regulated businesses will be contacted to gauge the
thoroughness of recent inspections by determining quality of inspection, employee
conduct, and educational materials received, if necessary.

Educational/Seminar Feedback — The Cooperative Extension Division will conduct pre
and post tests to educational seminar attendees to determine program effectiveness
and use of best business practices from knowledge gained; Small Claims Court Clinic
attendee’s will be asked to provide information to determine program content and
focus areas for future clinics.

Program measurement will be ongoing into FY 05/06 with the results determining program
content with the customer’s needs as the priority.

Critical Success Factors

Dc[fvcw’g Excellence Every Day

No adverse legislation in 2005 that results in the elimination or reduction of any of
CSD's regulatory programs or general consumer protection laws.

e Additional regulatory programs that are not self-supporting.
e Regulatory fee schedules that fully support regulatory activities.

» Continuing support from DERM and the Solid Waste Department to support the

Florida Yards and Neighborhoods Program (FYN) and environmental education.

e Working with industry groups in reviewing policies, ordinances, fee schedules and

initiatives.

» Maintaining general fund support of general consumer protection activities,

consumer mediation, extension services, cable regulation, and administration.

o Support from the Department of Procurement Management in developing RFP

documents and finalizing contracts with vendors for technology projects and a Code-
required taxicab use study.

Availability of sufficient staff resources and staffing levels.

Support from the Enterprise Technology Services Department for technology needs
and improving CSD's web site.
14
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

o Funding for a Code required taxicab use study.

 Ongoing support from the University of Florida/Institute of Food and Agricultural
Sciences in support of Extension programs

Future Outlook

Many of the general consumer protection ordinances that are contained in the County
Code and enforced by the CSD have been in place for 30 years. CSD plans to review and
update these ordinances in the next 18 months.

CSD has been involved in the review and revision of business regulations relating to for-
hire transportation. One goal of this process is to convert licensing processes requiring
Commission approval to administrative licensing. In addition to revising regulations that
govern passenger motor carriers in the current planning cycle, future revisions will include
regulations governing non-emergency transportation, special transportation service
vehicles, and private school buses.

In 2004, CSD submitted, at the Board’s directive, a report pertaining to the regulation of
tour guides. This issue will be revisited in 2005 and could result in new regulatory
requirements.

Restoration of support for general consumer protection provisions is needed to respond to
the needs of consumers and adequately address Code provisions intended to protect
consumers in the marketplace and ensure that all businesses adhere to the same
standards.

Deliverine Excellence Every Dav



THE PLAN

Overview

Our FY 2004 - 05 business plan draws heavily on previously adopted work including the
Miami-Dade County Strategic Plan. Miami-Dade County’'s Strategic Planning initiative is
both a plan and a process. The plan provides a framework at a broad Countywide level
where we want to go, how we get there, and how we measure our progress along the way.
The process ensures increased communications at all levels of County government using
consistent terms.

e}

Our Countywide Vision of ‘delivering excellence every day” communicates the
community’'s shared vision for the best possible future for Miami-Dade County
government.

Our Countywide Mission statement communicates the role of our government. Miami-
Dade County’'s mission statement is “delivering excellent public services that address
our community’s needs and enhance our quality of life”.

Our Guiding Principles communicate to all levels of our organization the manner in
which we expect all decisions, interactions and activities to be performed.

Our Strategic Themes represent what we consider to be the most significant challenges
and opportunities facing Miami-Dade County government.

We have developed Goals across all County Departments. These goals provide the
direction the County must move in to address the priority strategic themes and help

guide us towards the desired future.

For each goal we have defined a desired Outcome or set of outcomes that the County
must achieve to be successful in accomplishing the goal. These outcomes are from the
customer/community perspective (e.g. quality of service provided, customer
satisfaction).

For each outcome(s), implementing Strategies summarize at a broad countywide level
the actions that will be taken to achieve the outcome(s).

Key Performance Indicators are the measures that express the County’s intentions from
the Strategic Plan. Associated Key Performance Objectives assign measurable targets
and timelines to the key performance indicators while the Performance Measure is the
specific unit of measure. Departments may develop Additional Performance
Objectives.

Department Programs/Initiatives (may include activities and tasks) are actions or groups
of actions that will be undertaken by a particular department in a specific fiscal year in
order to implement a strategy.

As part of the County's Strategic Plan, the Board of County Commissioners endorsed nine

Dc(h‘crx';ég Excellence Every Day
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Department Name:
Fiscal Years: 2004/2005 — 2005/2006

priority strategic themes countywide. This Department is primarily supportive of the
following strategic themes:

<]

c

(o}

Ensure Miami-Dade County operates in a fiscally responsible and stable manner.

Improve the quality of life for all County residents

Protect the safety and quality of Miami-Dade County's neighborhoods.

Continuously improve the performance and capabilities of County operations by
maximizing technology, fostering innovation, and increasing access to and information
regarding services.

Promote responsible and comprehensive policy development through effective planning
for land use, transportation, and growth management.

Promote a healthy economy through business development, further economic
diversification based on key industries, and by addressing economic disparities in our
community.

Develop and maintain an effective transportation system.
Protect and preserve our unique environment.

Promote cooperation and coordination among all government services.

Supporting these themes are supporting goals and priority outcomes that directly relate to
this department. These are provided along with the Department’s Programs, Initiatives, and
Performance Measures for fiscal year 2005.

Department-related Strategic Plan Goals:

[#]

o 0O 0 0 o

ES1 Enable County departments and their service partners to deliver quality customer
service

ED2 Lead the coordination of economic development activities throughout Miami-Dade
County

ED3 Expand entrepreneurial development opportunities within Miami-Dade County

ED4 Create a more business-friendly environment in Miami-Dade County

HH3 Improve the future of Miami-Dade County’s children and youth

HH4 Promote independent living through early intervention and support services

NU2 Empower the community by increasing communications and coordination with
local, state, and federal entities

NU3 Promote responsible stewardship of natural resources and unique community
environments

NU4 Use consistent, fair and effective means to achieve code compliance

NUS Enact programs to beautify and improve urban and residential areas

Department-related Strategic Plan Priority Outcomes:

o}
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Debartment Name:
Fiscal Years: 2004/2005 - 2005/2006
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Deliversse Excellence Er ery Day

ED2-3 Better informed clients served by various assistance programs

ED3-1 Organizations empowered with the technical and management capacity to
succeed

ED4-2 Customer friendly environment for regulated businesses and entities doing
business with Miami-Dade County

HH3-3 Young adufts with basic education, skills and values

HH4-1 Healthy community
HH4-2 Increased access to full continuum of support services for people with disabilities

NU2-3 Wel! trained, customer friendly County govemment workforce

NU3-1 Continuing supplies of quality drinking water to meet demand

NU3-3 Preservation of wetlands and environmentally valuable uplands

NU4-3 Consistent interpretation and application of enforcement practices

NUS-1 Neighborhood and rights-of-way aesthetics that foster and enhance quality of life

18



Departmental Business Plan and Outiook

Department Name: Consumer Services

Fiscal Years: 2004/2005 — 2005/2006

Page 7 of 10

Goal ED2: Lead the coordination of sconomic development activities throughout Miami-Dade County

e Develop additonal brochures and
educational matenals

organizations and Community
Deveiopment Corporations, and notify
thern of the availability of speakers and
matenals

® Develop standard presentation packages
for use in outreach sessions

o Offer monthly Small Claims Cournt Chnics;
expand the audence by offenng quarterty
ciinics in Spanish

® Add a speakers bureau to website, identify

Outcome(s):
Key Performance Indicators
® ED2-3: Better informed chents served by | oecrintion Actual | Actual Targets o hi
various assistance programs escript FYO03 ' FYO4 | FY 05 | FY 06 rehip
20% increase in clients reached by
consumer/credit education programs within 3 NA NA NA NA  |NA
years
Program/initiatives and Association
Highlights: Departmental Performance Indicators
Consumer
Consumer egucation and outreach # of consumer educationa! programs conducted 52 66 73 80 Advocate,
and community events attenced Intformation
Officer
® Issue at ieast one naws release biweekly |A customer satisfaction rating of at least 4 out of NA NIA >xd »=q |CONSUMer
and expand the number of media outiets |5 at Small Claims Coun Clinics Advocate
targeted . Information
# of press releases issued 37 35 37 40 Officer

Related Strategies:

® Expand existing consumer education programs

® Require Community Devalopment Corporations to provide consumer and credit information
® Provide consumer and credit education information on County television and web site




Departmental Business Plan and Outlook

Department Name: Consumer Services Page 8 of 10
Fiscal Years: 2004/2005 - 2005/2006
IGoal ED3: Expand entrepreneunal deveiopment opportunities within Miami-Dage County
Outcome(s):
Key Performance Indicators
® ED3-1: Organizations empowered with the Actual | Actus! Targets
D Ownershi;
technical and management capacity 10 escription FYQ03 | FYO04 | FY 05 | FY 06 e
succeed (priority outcome) 20 existing 8nd start-up businesses and
agencies traned by the County per year that N/A N/A NA NA |NA
remain n business after two years
Program/initiatives and Association
Highlights: Departmental Performance Indicators
# of participants in Extension [xograms improving 159 880 o 900 Extenssor
Extension Agriculture and Manne Programs skilis and/or agopting practices Director
A customer satisfaction rating of at least 4 out of _ -4 |Extension
5 at workshops conducted NA NA >=4 Directo’

® (Conduct Extension educationai programs
for commercial agncultural producers
about current production techniques
(Target=270)

® Conduct Extension educational programs
for producers/packinghouse manapers
about Good Agricultural Practices, food
safety, bioterrorism guidelines ana other
post-harvest techniques (Target=180)

® Conduct Extsnsion educational programs
for agncuttural producers and their
employees about crop protection,
pesticide and other safety 1ssues,
mnciuding the Worker Protection Standards
and materials related to Private Applicator
Certification (Target=297)

& Conduct Extension Educational programs
for manne cliantele abou?! best
management practices (Target=153)

N

Related Strategies:

® Provide reguiar. ongoing workshops throughout the community

® Promate the availability of education, training and technical assistance programs for business organizations




Departmental Business Plan and QOutlook

Department Name: Consumer Services Page 9 of 10
Fiscal Years: 2004/2005 - 2005/2006
Goal ED4: Create & more business-friendly environmeant in Miami-Dade Seunty |
Outcome(s):
Key Performance Indicators
& ED4-2: Customer-friendly envicornmant for o Actual | Actual | Tarpets 0 "
reguiated businesses and entities daing fipsan FY O3 | FYO4 | FYos | FY 06 by
business with Miami-Dade Gounty (priorlly (B0% of businesses satislied ar very satish
£ Very ed with
oulcome) the County's business processes within 2years | HA bl A [NA
L ! Departmental Performance Indicators
roegram/Initiatives and Association ; Da
# ol i oty
Highlights: unigue visitor weosite hiis 35000 | 55646 | 55000 | 80000 Diecins
Conlinug to reduce waiting time at the for-hire NIA 080 | 075 | 080 |PTRD
hWieb Site Enhancarments vehicle mspection station Minutas l:indutaa r:ir:jmas E;;:r;m
tion i i educe|Reduce
Y reduction in chaufeur applicant walk-ins (117 s, by 15% [by 30% |Director
& Enhance wabsite to inciude all application l? Di;fnnszlem.- days to process and issue renewsl 11 14 14 44 [CPD
and complaini forms, wheeichair ?;T;tm
accessible taxi and chauffeur incentive -
program infarmation, links to cods A salisfaction rating of 4 out of 5 from businesses NA NA NA smy |Director,
provisions, lisis of for-hire industry and individuals licensed by the CSD PTRD
companies, training schedules, and other % of chauffe S — Dirmetor
enhancements cheuffeur applicants appointed io training . |FTRD
ciass within 30 days of application 100%: | 100%: | 85% i Directar
Enhance sarvice delivary through imoroved Deputy
technology systems Ll hA = L Dirgctor

For-hire Vehieie Inspection Station

® Monitor efiectiveness of new staggered
Inspection schedule

® Assess siaffing and traffic flow to ensure
optimum staffing within existing resources

Licansing

& Schedule licensing clerk working hours to

allow them to compiete paperwork
process without interruptions

Maintain staffiing levels to ensure

maximum coverage during peak parlods
and adjust as needed

Implemant chauffeur regiatration by mail:
Generate chauffaur renewsal raport 2
months In advance, mail notice and
applicetion to drivers; accept applications
and fees by mail; process application
upon receipt, including appointment far
next scheduled training,

Chaufiewr Training

B e e

i



® Scheduie a sufficient number of classes to
accommocate applicants in each industry.
Current monthly schedule is TCAP (2},
TIPS (1), ACES (11)

[Technology Improvemeants

® Replace obsolete detebases with systems
that allow web access, remole access and
update by fiegld personne!, more afficient
use and tracking features.

& Expiore imaging capabiites to reduce
pape: and improve access to informaton

Related Strategies:
& LUse Technoiogy o provide eate of access
®  Review exisling regulations for bottlenacks

® Provide informatien and benchmarks to the community regarding the performance of County regulaiory processes as compared 1o other
jurtadictions

| P i LT SRS |



Departmental Business Plan and Outlook

Department Name: Consumer Services

Fiscal Years: 2004/2005 — 2005/2006

Page 10 of 10

Goal E51: Enable County depariments and thelr service partners to deliver qualily customer sarvice

Colecton of unpaid citations and other funds

& Ltilization of database system

& Revise database to create tracking fiald
and print aging report

Lagal Case Processng

& |Hilization of database tracking system

[Outcome(s):
KE}’ Performance Indicators
& ES4-1: Clearly-gefined parformance Actual | Actual Targats
’ escript
expectations and standards (priority g il FY 03 | FY 04 | FY o5 | Fy 06 Qenarship
outcome) Comprehension and application of customer P e
senvice performance siandards P DR = 95% | [Dwactor
Program/initiatives and Association
Highlights: Departmental Performance Indicators
Averags number of inspections per consurmer 78 102 At 10 CPD
Consumer Protection Inspections pratection enforcament officer per day : : Director
% of consumer protection inspections completed i ; |[GPD
o within 10 days of & referral from licensing WA 90% 90% 80% Director
®  Ulilization of trecking system % of consumer protection inapections complened ; CPD
within 10 days of a referral from mediation centar NiA 0% | -80% | HO% Directar
Average numbaer of for-hire vehicie and chauffeur a0 28 2 95 PTRD
Eval fidi . contacts per enforcement officer per day Directar
® Evalugie field processes and standardlze e, of naw coliections files soted on within 10 da Depu
enforcamen: practices through training of recaipt | sam | 51% | sow | son D[.-e{;thér
Cofiections files that do not raceive Tallow-up Deputy
action within 60 days of assigned slalus date 1% W% | <% <1 Director
% of legal cases resolved within ane yaar from . |Consumer
date of referral HA 69% 5% 5% Advocate

|Related Strategles:

rESOUTCES)

®  [Develop clearly-defined customaer service performance standards and aexpectations

® Develop standardized set of cuslomer sarvice tools, including data collection, for Depanmental use (2.g. develop inventory of dats colleotion




Departmental Business Plan and Outlook

Department Name: Consumer Services

Fiscal Years: 2004/2005 — 2005/2006

Page 5 of 10

Goal HH3: Improve the future of Miaml-Dade County's children and youth

Cutcome(s):

® HH3-3: Young aoults with basic education,

Key Performance Indicators

Description

Actual

Actual Targets

®  Conduct educabonal programs for 4-H
volunteers {Tanget=200)

& Conduct educations! programs for 4-H
youth in areas such as communication,
citizenship, leadership, food selection and
preparation, technology and
environmantal awarenass (Target=1600)

|
skille, anc values {priority outcome) FY 03 | FY 04 [Fy 05 | Fy o |o"nership
20% of users satisfied with accessibility to
intervantion'prevention senvices within 3 yeprs bl P A NA - (NA
B0%: of users satisfied with available ;
paranfing/caregiver sarvices within 3 years N/A dos | NA NA - [NA
IProgram/initiatives and Association
Highlights: Departmental Performance Indicators
# of individuals participating in Extension 4-H Ext
Extension - 4-H Program eoucationsl programs who imorove skilis andfor | NIA | 1842 | ss00 | 1800 ansion
practices Diractor

Related Strategies:
® Frovide parenting classes for parentsicaregivers

{® Expand resources for parants (counseling, extra-curricular activities, elc.)

httn:/intrantth miamidada nntrindnsmh/atentaw el seamen « w11 <2 ATY 1Ty

LEL RO



Departmental Business Plan and Outiook

Department Name: Consumer Services Page 6 of 10
Fiscal Years: 2004/2005 — 2005/2006
Goal HH4: Promote indepandent living through early intervention and support services
Outcome(s):
Key Performance Indicators
® HHi-1: Healthier communily {priority i T i
puteama | Actual | Actual argo
) . Description PY 03 | FY 04 [FYos | Fr o6 Ownership
& HH4-2: Increased access to full confinuum B0% of peopie Wilh disabiiies satshed
b Bupnort seiv ; . of people with disabilibes setisfied or very |
Emiﬁl?t?asms for peaple with Antiofisd Wi aemnine.A within 3 yeers | N Mk MNA J NA - MNA
Frogram/Initiatives and Association
Highlights: Departmental Performance Indicators
# of wheelchair socessible faxicab ficenses NiA 20 a7 &0 FTRD
Whselchalr Accessible Taxicabs issued and placed into sarvice Director |
# of participants learning and adopting improved | E )
nutrition, food purchasing practices, and food MA | 16144 | 15000 | 18000 Dxtens«tw
®  Conduct lottery toissue wheslchair safety practices Irector
accessibie izxicaD ficenses and achieve | A satisfaction rating of 4 out of 5 from workshop - ~a |Extension
goai of 3% of tax! fieet wheelchair parficipants NA s = PR Diresstor

accessible in 2006

Extension - Food and Nutrition Program

® Conduct Extension educaticnal programs:
about nutrition, health, and food
purchasing decision-making practices for
low-incarme participants (Target=15000)

& Conduct Extansion educational programs
about food bome illnesses, and basic
sieps of lood salety (clean, coox, stare,
and saparale) (Target=1000)

Related Strategies:

people with disabilities

® Expand health education through outreach, with information linking residents to services and facilities
® Expand outreach effors to educate the population regarding preventative care

® Crpordinate with Transporiation Strategic Area (o improve access to and cuslomer service Tor public and special ransporiation services for




Departmental Business Plan and Outlook
Department Name: Consumer Services Page 3 of 10
Fiscal Years: 2004/2005 - 2005/2006

Goal NU2: Empower the community by increasing communication and coordination with local, state, and federal entitles

Outcome(s):
Key Performance Indicators

& NUZ2-3: Well-trained, cusiomer-friendly

Caunty government workforee (prionty

outcome) A guality of at least 4 out of 5 for employes

Actual | Actual Targets
Description FY03 | FY 04 [ Fyos | FY o6 Cwnership
customar service A s o g

Program/Initiatives and Association

Highlights: Departmental Performance Indicators
) % of consumer complaint investipations closed A ! CPD
Cansumer Complaint Madiation Services within the established goal from date of receipt B B NA | NA Direcior
% of customer complaints and inguiry calls ’ CFD
answered in 30 seconds 86% 90% | 0% | B80% Diractor
® Monitor calls to assure quality assurance | Average number of days to close & consumer dia MA 40 30 |CPD
and productivily camplaint investigation from date of receipl Director
A guality of af least 4 out of 3 for employee b CPD
guslomear service NA A 2 as Disector
® Maintain siafling leveis Lo ensura
maximum covesaga during peak penods
and adjust as needed
& Updale complaint tracking system la
craate &n infernal foliow-up reminder at 30
days; agressively follow-up leads, and
provide reminders to indusiry within 60
day pariod
Related Strategies:
® Enhance customer senvice fraining by expanding interagensy training within county govermment and with federal and state agencies
httn/intraniih miamidade onvicdnweh/ciratamicrfviewreanart all aen?MantTN=14 2 NNK



Departmental Business Plan and Outlook
Department Name: Consumer Services

Fiscal Years: 2004/2005 — 2005/2006

Page 4 of 10

Goal NUZ: Promota responsible stewardship of natural resources and unigus sommunity environments

Outcome(s):
Key Performance Indicators
& NU3-i: Continuing supplies of quality Actual | Actual Targets .
Description Ownarshi
drinking water to maet demand é FY 03 | FYO04 | FY 05 | FY OB P
Reduction in average water use per capilta A MNIA A MNiA NA
Increase in the acreage retained or oreated to " ;
anhance aquifer recharpe/water storage capacity - g iy A ?N'a'
Pragram/Initiatives and Association
Highlights: Departmental Performance Indicators
# of individuals parlicipating in Extension Extansi
Extensian Environmental Education educational opponunities who improve skill NA | 858 | 700 | 7oO | RTSON
andlor adopt practices )
A satisfaction rating of 4 our of 5 fram those NA NA sl s=g |EXlENSION
® Conduct Extension educational programs | atiending warkshops Director
for commercial agricuitural producers
aboul water and nuirient managemant,
including Irrigation
& Condust Exiension educational programs
for professional landscape manapess
gbout sound pasticide and fertilizer
managameant practices to reduce non-
paint source pafiution
& Conduct Extension educational programs
for residents about bes! management
praciices ralated to landscape water use
and water conservation
®  Conduc! Extenslon educational programs
for gommercial & public sector employess
about crop protection, pesticide and other
safely issues
Related Strategies:
& Provide public education regarding waler conservaton and paollution contral
htte: (Mintrominl winmecdade cee/adee W los o M 1 DI YENE 2 oY i A AAn -



Departmental Business Plan and Outlock

Department Name: Consumer Services Page 1 of 10
Fiscal Years: 2004/2005 — 2005/2006
Goal NU4 Use consisient, fair anc effective means 1o achieve code compliance
Outcome(s):
Key Performance Indicators
® NU4-3 Consistent interpretation and Des Actual | Actual Targets | rahi
appiication of enforcement practices cription FYOQ3 (FYO4 [ FY 05 | FY 06 P
80% of customers satisfiad with services
provided in each distnct N/A N/A NA NA INA
Program/Initiatives and Association
Highlights: Departmental Performance Indicators
% of all uniicensed motor vehicie repair, ICPD
Consumer Protection-Resnspeaction Program locksmeth, moving and towing businesses N/A 98% | 98% | 98% Director
reinspected within 20 days of 1ssuing a waming
A business sansfaction rating of at ieast 4 out of cPD
® Enhanced monitorng of enforcement S for empioyee cusiomer service dunng N/A N/A >=4 >=4 Dwector

officer comphance

® Deveiopment of a survey instrument to

measure post-ingpechon Customer
satisfaction

inspections

Related Strategies:

® Perniodically review code regulations

e Develop and maintain educated code compliance staff
® Ensure adequate and equitable distribution of enforcement staffing and resources

- - eannae




Departmental Business Plan and Outlook

Department Name: Consumer Services Page 2 of 10
Fiscal Years: 2004/2005 - 2005/2006
Goal NUS: Enact programs to beautify and improve urban and residential sreas
Outcome(s):
Key Performance Indicators
® NUS-1: Neighborhoot and rfights-of-way | mae e Actual | Actual TGS | o -
aesthetics that foster and enhance quality bt FY 03 | FYD4 | FY 05 | FY 08 igl
of life (prianty cutcome) B0% of residents rating overall County : =
poibitpebpins o 50% | N | NA | NA |cmo
Program/Initiatives and Association
Highlights: Departmental Performance Indicators
# of participants in Extension educational Exrberininn
Extension - Landscaping, Florida Yards & programs improving skills and/or adopling Mi& 340 350 350 Dirm;tnr :
Meighbornoods practices |
A customer satisfaction rating of at least 4 oul of i & Extension
5 at workshops conducted NA A e e Directos
¢ Conduct Extension educational programs
for individuais to learn ebout appropriate
plant specias with respact to selection,
pruning, and maintenance (Targat=100)
& Conduct Extension educalional programs
for iIndividauls to learn about the aesihetic
value of landscapas in thelr community
(Target=25)
& Conduct Extension educational programs
on selection, planiing, pruning, and
maintenance for tree care professionals
{Target=20d0)
*  Conduct Extension educational programs
for individual proparty owners ahout the
managemant of appropriate plant spacies
and cantrol of invasive exctic plant
species (Target=25)
Related Strategies:
® |ncorporate nativaldrought-tolarant spacies in landscaping to facilitate future maintanance
& Educate the public o reduce litter and dlagal dumping
Tk o s i i e il e i PR T TS PR ) AL S | RPNRUL) | o PURR'S § o W I 2 INNS



